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特点、切实可行的开发中心 ITIL 体系的实施规划,用于指导今后中心的 ITIL 体





















This is the biggest R&D Centre of a large state-owned bank. As a software 
development-oriented institution, they need an overall and effective management & 
supporting system to put these work through a scientific and efficient management 
model to improve their efficiency, provide a better service and afford an effective 
technical support for the enterprise. Finally, achieve a high level of resource and 
security management. 
ITIL is a method of improving the quality of department management and 
service, which is practised and recognized in many department of industry across the 
globe. A unified service platform is crucial to the development of the R&D Centre 
which will coordinate the work flow, human resource and the equipments in the 
internal service work flow, meanwhile providing an internal service management 
system that based on scheme management and accord with the ITIL standards. 
The aim of this research is to make a construction plan based on the actual 
situation of the R&D centre, which will provide a framework of the internal service 
and resource management system, guide the construction of the ITIL system and 
ensure the entire system is evolved continuously to perfection. 
Through this research, we can provide a framework of the internal service and 
resource management system as well as improve the quality of the internal service and 
resource management. 
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第二章探讨 ITIL 理论及标准的产生与发展过程、ITIL 的主要内容说明以及
ITIL 在国内外的发展现状。 
第三章在对企业当前 IT 基础设施管理模式及存在的问题进行深入分析的基
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